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Chanittha Pisanuwatana 2007: Factors Affecting Customers' Service Quality
Satisfaction in Authorized Workshop of European Automobiles Company Limited.
Master of Science (Industrial Psychology), Major Field: Industrial Psychology,
Department of Psychology. Thesis Advisor: Associate Professor Phuangphet

Wacharayoo, Ed.D. 107 pages.

The objectives of this research were to study: 1) Factors Affecting Customers’ Service
Quality Satisfaction at the Authorized Workshops. 2) Customers’ service quality satisfaction
level. Sample were 329 customers of Surawong, Ruangmeang and Huamark workshops.
Questionnaire were used collect data. Data were analyzed by Application program of computer.
Statistics used were: percentage, mean, standard deviation and stepwise multiple regression

analysis.

Results of the research revealed that: 1) factors which effected the service quality
satisfaction were: attitude towards organization dimension, the opinion on service quality
dimension (empathy factor and reliability factor), the opinion on organizational dimension
(customer relations factor) Authorized Workshop could statistically predict customer’s
satisfaction at the significant level of .001 and at the 73.1 percents. 2) The customers’ service

quality satisfaction were at “high” level
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